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[bookmark: _Toc236915806]
1. Purpose
The purpose of this policy is to ensure that all complaints are managed fairly, consistently and transparently. V.I.P's Children's Club is committed to listening to concerns, investigating complaints promptly and professionally, and using feedback to improve the quality of our services and maintain positive relationships with children, parents, carers and other stakeholders. This reflects the original policy's emphasis on working in partnership with parents and improving practice where concerns are raised. 
[bookmark: _Toc236915807]2. Scope
This policy applies to all complaints received by V.I.P's Children's Club relating to the provision of childcare services, employees, volunteers, students, contractors or any aspect of the club's operation. It applies to complaints made by parents, carers, children, visitors or any other individual with a legitimate interest in the services provided by the club.
[bookmark: _Toc236915808]3. Policy Statement
V.I.P's Children's Club is committed to providing a high-quality childcare service and recognises that, from time to time, concerns or complaints may arise. We view complaints as an opportunity to learn, improve and strengthen the quality of our provision.
All complaints will be treated seriously, investigated fairly and impartially, and handled in a respectful, confidential and timely manner. We are committed to working in partnership with parents and carers to resolve concerns wherever possible at the earliest opportunity. Where complaints identify areas for improvement, appropriate action will be taken to enhance our policies, procedures and practice. This reflects the original policy's commitment to partnership with parents, prompt resolution and improving the club's practices following complaints

[bookmark: _Toc236915809]4. Roles and Responsibilities
[bookmark: _Toc236915810]The Registered Person / Provider
The Registered Person is responsible for ensuring that an effective complaints procedure is implemented and maintained. They will ensure that complaints are managed fairly, investigated appropriately, and that lessons learned are used to improve the quality of the club's services and governance.
[bookmark: _Toc236915811]The Manager
The Manager has day-to-day responsibility for receiving, recording, investigating and responding to complaints in accordance with this policy. The Manager will ensure that complaints are acknowledged promptly, investigated impartially, appropriate action is taken where necessary, and outcomes are communicated to the complainant within the required timescales. Where a complaint concerns the Manager, responsibility for managing the complaint will be delegated to the Registered Person or an appropriate senior representative. This follows the approach set out in the original policy. 
[bookmark: _Toc236915812]Employees, Volunteers and Students
All employees, volunteers and students are responsible for maintaining professional standards, responding courteously to concerns raised by parents or carers, and referring complaints to the Manager where appropriate. They must cooperate fully with any investigation and support the implementation of any actions arising from a complaint.
[bookmark: _Toc236915813]Parents and Carers
Parents and carers are encouraged to raise concerns at the earliest opportunity so that they can be addressed promptly and informally wherever possible. They are expected to provide accurate information to assist any investigation and to engage respectfully throughout the complaints process.
[bookmark: _Toc236915814]5. Complaints Procedure
[bookmark: _Toc236915815]5.1 Raising a Concern
V.I.P's Children's Club encourages parents, carers and other stakeholders to raise any concerns as soon as possible. Wherever appropriate, concerns will initially be addressed informally through discussion with the Manager or an appropriate member of staff, with the aim of reaching a prompt and satisfactory resolution. This reflects the original policy's emphasis on resolving concerns informally wherever possible. 
[bookmark: _Toc236915816]5.2 Formal Complaints
Where a concern cannot be resolved informally, or where the complainant wishes to make a formal complaint, the complaint should be submitted in writing to the Manager.
The Manager will:
· Acknowledge receipt of the complaint within 7 calendar days. 
· Conduct a fair, impartial and proportionate investigation. 
· Gather relevant information and, where appropriate, speak with those involved. 
· Provide a written response to the complainant within 28 calendar days, outlining the findings, any actions taken and any recommendations for improvement. This follows the timescales and process set out in the original policy. 
[bookmark: _Toc236915817]5.3 Complaints About the Manager
Where a complaint concerns the Manager, the complaint will be referred directly to the Registered Person, who will assume responsibility for investigating the matter and responding to the complainant fairly and impartially. This follows the original policy's approach to complaints involving the Manager. 
[bookmark: _Toc236915818]5.4 Safeguarding Concerns
Where a complaint includes concerns regarding the safety or welfare of a child, the matter will be managed in accordance with the club's Safeguarding and Child Protection Policy. Appropriate referrals will be made to the Local Authority Designated Officer (LADO), children's social care or the police where required. This is consistent with the safeguarding escalation described in the original policy. 
[bookmark: _Toc236915819]5.5 Complaints to Ofsted
Parents and carers have the right to raise concerns directly with Ofsted at any time. Information on how to contact Ofsted will be made available within the club and provided upon request. 

[bookmark: _Toc236915820]6. Confidentiality and Record Keeping
All complaints will be handled sensitively and confidentially, with information shared only with those who need to know in order to investigate and resolve the matter. Complaint records will be maintained securely in accordance with the club's Data Protection and Confidentiality Policies and retained for the required statutory period.
A written record will be maintained of all formal complaints, including:
· The nature of the complaint. 
· The date the complaint was received. 
· The actions taken during the investigation. 
· The outcome of the complaint. 
· Any recommendations or improvements identified. 
Records will be made available to regulatory authorities where required and in accordance with legal obligations. This builds on the original policy's requirement to retain complaint records and make summaries available to parents on request. 
[bookmark: _Toc236915821]7. Monitoring and Review
The Manager will monitor complaints to identify trends, recurring issues and opportunities for continuous improvement. Outcomes from complaints will be used to review working practices, policies, staff training and service delivery where appropriate.
This policy will be reviewed annually, or sooner if there are changes to legislation, statutory guidance, regulatory requirements or operational needs.
[bookmark: _Toc236915822]8. Related Documents
This policy should be read alongside the following documents where applicable:
· Safeguarding and Child Protection Policy 
· Data Protection (GDPR) Policy 
· Confidentiality Policy 
· Whistleblowing Policy 
· Staff Code of Conduct 
· Record Keeping Policy 
· Equality, Diversity and Inclusion Policy
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